Various South African municipalities are under close scrutiny due to widespread protests over poor quality of municipal services. Prior studies that examined situations in municipalities recommend training and development as the most apposite strategic tool for raising municipal performance. This study aimed to determine whether there is a statistically significant association between the provision of adequate training and development programmes and satisfactory performance at municipal level. A combination of quantitative and qualitative methods of data collection and analyses were used in the study in which data was collected from n=131 respondents (119 questionnaires + 12 in-depth interviews). Purposive sampling was used for selecting eligible respondents. The results showed that 49% of respondents have had past training opportunities. The percentage of employees with satisfactory performance was equal to 52%. The study found a significant association between the provision of training and development programmes and satisfactory performance among municipal employees. At the 5% level of significance, the results show that inadequate performance was significantly associated with lack of training opportunities, low level of formal education, and lack of job satisfaction, in a decreasing order of strength. A model has been proposed for ensuring adequate performance by municipal employees, and for monitoring and evaluating progress on a quarterly basis.
INTRODUCTION
The study was conducted in order to assess the potential benefits of tailor-made skills based training programmes to improved performance among employees working in the City of Tshwane. The study was conducted by using a combination of quantitative and qualitative methods of data collection and analyses. A review of the literature shows that there is a significant relationship between providing tailor-made skills based training programmes to employees and improved performance to clients and stakeholders. The City of Tshwane (Khale, 2015) has received qualified audit reports from the Auditor-General in the past several years due to factors that are known to affect service quality in local governments and municipalities.
Studies conducted by Khale (2015) and Marivate (2014) have shown that the quality of municipal services provided to customers, ratepayers and newly established small enterprises is a key predictor of sustained growth and economic development. According to Seeletse (2012) and Henrekson (2014) , there is a statistically significant association between the perception held by residents about service quality and overall economic growth and development in the major metropolitan cities of South Africa. The study by Horn (2010) has shown that it is impossible to alleviate unemployment and poverty among the urban population without improving the quality of essential municipal services. Shree and Urban (2012) have found that the rate at which small enterprises grow depends upon the quality of municipal services that are provided routinely.
BACKGROUND OF STUDY
Since April 1994, there have been protests over poor service delivery against municipal employees by ordinary residents in municipalities throughout South Africa (Khale, 2015) . The City of Tshwane has received qualified audit reports (Khale, 2015) from the Auditor-General since 1994. The underlying cause has been failure to meet the expectations of residents and stakeholders mostly due to lack of capacity and shortage of specialised skills. The key challenges have been caused by failure to monitor and evaluate the degree of satisfaction of clients and stakeholders on the quality of municipal service delivery. Lack of skills and poor service delivery has led to protests, civil unrest, damage to property and infrastructure and financial mismanagement in various parts of South Africa (Mafunisa, 2004 Findings from the study are vital for improving the quality of essential municipal services that are routinely provided to residents, businesses, clients, stakeholders and the general public. The results are vital for developing training and development plans for the City of Tshwane for improving the current quality of municipal service delivery. The study will propose feasible remedial actions for addressing issues such as poor performance and poor service delivery.
OBJECTIVES OF STUDY
The research study aims to achieve the following objectives:
 To identify and analyse the different training and development programmes offered in City of Tshwane  To investigate the relationship between employee training and development on the quality of performance of City of Tshwane  To establish the benefits of quality employee training and development strategies in the efficient provision of essential basic services within City of Tshwane
RESEARCH PROBLEM
The quandary with regards to service delivery performance by municipalities is multifaceted. However, the blame is largely directed at the management and employees' behaviour (Sanderson 2001 Nel and Rogerson (2005) have reported that improving the quality of municipal services is a key requirement for fostering growth in small enterprises and for the creation of jobs. Studies conducted by Worku (2014) and Ladzani & Netswera (2009) have shown that improving the quality of municipal services is helpful for promoting sustained growth in newly established small businesses. According to Khale (2015) , in order to improve the quality of routine municipal services that are provided to newly established businesses, it is essential to develop tailor-made skills based training programmes to employees of municipalities such as the City of Tshwane.
LITERATURE REVIEW
Khale (2015) and Verbeeten (2008) have reported that the use of performance monitoring and evaluation tools must be accompanied by the provision of tailor-made skills based training programmes. Both authors have argued that training programmes need to be based on the practical needs of local municipalities as well as small businesses that are meant to grow and develop on a sustainable basis. According to Dierdorff and Suface (2007) , it is vital to assess the training needs and key performance areas of employees before rolling out training programmes to employees of local municipalities such as the City of Tshwane. Khale (2015) and Marivate (2014) have both reported that the City of Tshwane needs to roll out tailor-made skills based training programmes to employees who are responsible for providing routine services to the general public as a means of reducing the current rate of failure in newly established small business enterprises.
Golam-Hossan (2007) have found that the provision of skills based and tailor-made training and development programmes is vital for motivating employees in large municipalities such as the City of Tshwane. The authors have shown that one key benefit is that of sound financial management and accounting. Cameron (2005) and Cameron & Sewell (2003) have reported that it is vital to implement monitoring and evaluation systems for monitoring the performance of employees who are required to provide routine and essential services to the general public. According to the authors, it is vital to provide incentives to such employees while monitoring and evaluating their performance on a regular basis. De Waal and Gerritsen-Medema (2006) have also reported a similar finding based on a case study conducted in the Netherlands. Diedericks and Joubert (2006) Phago (2009) and McNamara (2008) , the training of employees must be aligned to key performance areas and indicators. Such a goal could only be achieved by assessing the training needs of employees. In this regard, Sanderson (2011) has proposed a guideline that could be used for aligning the training needs of employees with key performance areas. The author has pointed out that performance monitoring and evaluation should be used as a tool for aligning the training needs of employees with key performance areas of employees.
In Employee training and development is a critical aspect in improving employee performance, which translates into improved organisational performance, growth and profitability. Aguinis and Kraiger (2009) and Dierdorff and Surface (2007) stress the importance of employee training and development and the resultant benefits that organisation receive. The latter authors note that in the future most organisations will depend on welltrained employees who perform key tasks and successfully manoeuvre in the global landscape performing different roles that contribute to the success of their organisations. McNamara (2008) argues that if organisations offer training and development programs, employees will be motivated and thus raises organisational commitment. It is in view of these assertions that this study examines the relationship between training and development and employees' performance in the specific context of City of Tshwane.
METHODS AND MATERIALS OF STUDY
The sample size of study was equal to 131. Purposive sampling was used for selecting eligible respondents working for the City of Tshwane in various Departments. A structured, pre-tested and validated questionnaire of study was completed by 119 municipal employees. In-depth interviews were conducted with an additional 11 municipal managers, directors and deputy directors working for the City of Tshwane. Quantitative data analyses were performed by using frequency tables, cross-tab analyses (Hair, Black, Babin & Anderson, 2010) , and logit analysis (Hosmer & Lemeshow, 2013) . Qualitative data analysis was performed by using coding, tallying, text analysis and triangulation. Table 2 shows results obtained from cross-tab analyses. At the 5% level of significance, the results show that inadequate performance is significantly associated with lack of training opportunities, low level of formal education, lack of job satisfaction, lack of performance monitoring and evaluation, short duration of employment, perception of low salary, perception of poor employee benefits, perception of poor career development, perception of lack of incentives for employees, and perception of lack of appreciation from customers, in a decreasing order of strength. Table 3 shows results obtained from logit analysis. At the 5% level of significance, the results show that inadequate performance is significantly associated with lack of training opportunities, low level of formal education, and lack of job satisfaction, in a decreasing order of strength. The odds ratio of the variable lack of training opportunities is equal to 6.80. This indicates that an employee who is not trained on the job is 6.80 times as likely to underperform in comparison with another employee who is trained on the job.
RESULTS OF STUDY
The odds ratio of the variable low level of formal education is equal to 4.12. This indicates that an employee who has a low level of education (matric level or less) is 4.12 times as likely to underperform in comparison with another employee whose level of formal education is high (above matric level).
The odds ratio of the variable low level of job satisfaction is equal to 3.76. This indicates that an employee who has no job satisfaction is 3.76 times as likely to underperform in comparison with another employee who has job satisfaction.
The key findings obtained from in-depth interviews were the following:
 There was a significant association between inadequate performance and lack of training opportunities.
 Employees who had a training opportunity were relatively more productive and better motivated at work in comparison with employees who did not have training opportunities. Training and development opportunities provided to employees by the City of Tshwane were not aligned to the skills needed for performing key performance areas (KPAs). Although the municipality continues to provide training via its respective departments, its training academy and external service providers, there is rampant service delivery protests in City of Tshwane particularly in the townships.
 The evaluation of performance of employees was plagued by the perception of racism, partisanship and political interference.
 There was an acute shortage of adequately trained experts in key areas of service delivery. Although the City of Tshwane has initiated internship and learnership programs that are aimed at offering training and development programmes, such efforts were not implemented vigorously.
 Performance monitoring and evaluation was not done in the context of seeking to improve service delivery but to increase salaries and determine whether bonuses could be awarded.
 There was insufficient follow-up after training and development programs to determine if the performance of trainees has improved significantly.
 Regionalisation was hampered by lack of trained, suitably qualified and dedicated personnel. 
RECOMMENDATIONS TO THE CITY OF TSHWANE
It is strategically beneficial for the City of Tshwane to provide employees with career growth paths and development programmes. Tailor-made and skills based training opportunities should be provided to employees as a means of providing them with incentives and motivation at work. The training programmes must be aligned with the operational and business needs and requirements of customers of the City of Tshwane. The City of Tshwane should forge strategic partnerships and collaborations with key stakeholders such as research and academic institutions with a view to acquire suitable training and development programmes. A comprehensive monitoring and evaluation programme is vital for monitoring the progress made in this regard.
AREAS OF FUTURE RESEARCH
This study focused specifically on the relationship between training and development and performance management. Future research could focus on the following:
 The impact of training in specific areas such as communication, computer skills and customer service on the performance of employees in municipalities  Evaluating the morale of employees as this aspect impacts on the quality of service delivery in municipalities  The relationship between training and development and performance management in the context of private sector institutions  Developing frameworks for training and development for municipalities that may be experiencing service delivery problems.
